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1. Introduction

Purpose

The aim of this policy is to set out our approach towards handling complaints and to
ensure they are resolved as effectively as possible. To achieve this we train our staff to
adopt a customer-focused approach.

Audience
All Toynbee Housing Association staff, residents and stakeholders and the wider
community within which we operate.

Framework
This policy has links to the Association’s compensation policy and procedure and its
broader Service Standards.

Consultation

Toynbee Housing Association is committed to developing its policies and practices in
consultation with its residents and other stakeholders. To this end we have consulted a
range of residents and staff on this policy and procedure over several months using the
following methods:

Telephone survey of residents, with 55 respondents

Questionnaire to all residents who had made a complaint in the past year
Staff consultation and internal communication

Presentation and discussion at the residents Area Forums in March 2005

Any future reviews will also be subject to consultation and be presented to the
Residents’ Area Forums.

Equal Opportunities and Diversity

We are fully committed to equality of access and opportunity for all who wish to make a
complaint. The complaints procedure or complaints leaflet will be made available in
another language, in large print or on tape, as requested. Complaints can be made
verbally or in writing.

Health and Safety Implications
There are no Health and Safety implications with regards this policy.

Good practice and guidance

As a Housing Association we have a duty under the Housing Act 1996 to be a member
of an Ombudsman scheme and we are a member of the Independent Housing
Ombudsman (see section 3.2.3 of this policy)

The Housing Corporation Regulatory Code requires us to maintain the good reputation
of the social housing sector, foster positive relations with stakeholders and conduct our
business in an accessible and transparent manner.

Policy

Policy Statement

Toynbee Housing Association (THA) is committed to providing an excellent service to
all of our customers. Sometimes we may make mistakes but we are committed to
providing an understanding and positive approach when responding to complaints. We
want to ensure that the response to the customer is comprehensive and clear and that
the investigation is thorough and timely. We see complaints as both a positive source of
feedback and a learning opportunity.

Right of Appeal
All customers will have a right to appeal any decision to an internal Appeals Panel at
the final stage of the complaints procedure.
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Independent Housing Ombudsman

We are a member of the Independent Housing Ombudsman. If the customer remains
dissatisfied having exhausted all three stages of our own procedure they will be
provided with the full contact details of the Independent Housing Ombudsman to
register their complaint if they so wish:

Independent Housing Ombudsman
Norman House
105 - 109 Strand

London

WC2R 0AA

Tel: 020 7836 3630 Minicom: 020 7240 6776
Lo-Call: 0845 7125 973 Fax: 020 7836 3900

Email: ombudsman@ihos.org.uk Website: www.ihos.org.uk

Compensation
Details of our policy for making compensation are set out in our Compensation for
Complainants Policy.

Confidentiality

We want our customers to feel confident in raising any complaints and to reassure
them that complaining will not adversely affect any services they require, for example,
transfers, repairs. Details of complaints will be handled in confidence and only made
known to staff of the Association on a ‘need to know’ basis to all investigation of the
complaint.

Complaints Against Toynbee Staff

Where complaints are made about the Association’s staff the stages set out in the
complaint procedure should be followed. However, staff cannot investigate complaints
made against themselves so these will be dealt with by the appropriate line manager.

Data Protection

Where a complaint is received via a third person, the responsible officer will ensure that
the third party has been authorized to act as the complainant’s agent. The authorisation
must be in writing.

Multiple Complaints
Where a complaint concerns more than one service area, Housing Services will take
the lead in coordinating the response.

Anonymous Complaints

We do investigate anonymous complaints to the best of our ability however if the
complaint is found to be spurious or unsubstantiated, any repeat of the complaint will
not then advance to stage 2 of the procedure.

Monitoring and Learning From Complaints

We want to learn from complaint. We will use them to improve the performance of the
staff and organisation overall. The handling of complaints is a standing item on team
meeting agendas and officer supervision sessions with line managers. We keep
accurate and up-to-date records of the complaints that we receive and how we have
dealt with them in order to identify trends or areas for improvement and to review and
reassess our policies as necessary.

Complaints will be scrutinised by the relevant service area’s managers and used as a
tool to identify ways to resolve complaints early, any service failure and opportunities
for service improvement in the future. We will conduct random satisfaction checks on a
quarterly basis with customers whose complaint has been resolved (see Appendix
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4.1.5).

Monitoring Performance

Reports will be discussed at regular meetings of the Senior Management Team
regarding the number of complaints and the nature of each complaint. This information
will also be reported to the quarterly meetings of the Performance and Efficient Team
and the Performance and Efficiency Committee. A summary of these reports will be
reported to Board Members on a quarterly basis in order to drive continuous
improvement.

Publicity

All new Toynbee residents will be given our Complaints and Suggestions leaflet at the
point of signing for their tenancy. This leaflet will also be sent to all residents with the
residents’ newsletter periodically

Officers working in the field will always have copies of the Complaints and Suggestions
leaflet readily available and will provide them upon request.

Complaints and Suggestions leaflets will be displayed in Toynbee reception areas.
Residents will be kept informed of complaints performance through effective and
regular communication. We will publish information on a quarterly basis about our
complaints in our reception and on our website.

On at least an annual basis, performance information relating to complaints received
and dealt with will be included in the residents’ newsletter. This will include details of
any service improvements identified through the operation of the complaints policy and
procedure. In addition, it will provide a summary of how residents can make complaints
about issues that adversely affect them.

Policy Review Period

This policy and procedure will be reviewed every three years of its adoption and then
every three years thereafter, or if new regulatory guidance or statutory changes require
a review.

Conditions

There are no specific conditions applicable to this policy.

Exceptions to Policy

There are no exceptions in relation to this policy.
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Procedure

Purpose

This procedure aims to provide a clear and consistent guidance to officers handling
complaints issues and the various stages of the complaints process that are involved.
This policy and procedure also informs residents fully of the Association’s complaints
process.

Scope
There are three stages to Toynbee Housing Association’s complaints procedure:

Stage 1
A customer has expressed dissatisfaction and wants to make a complaint. This will

usually be dealt with by the responsible line manager. An acknowledgment letter will be
sent within one working day of the complaint being received and a full response will be
made within ten working days.

Stage 2
Where the complainant is not satisfied with the initial response to their stage 1

complaint and wishes to take their complaint further they must put their complaint in
writing within 28 calendar days of the response to the stage 1 complaint being received.
An acknowledgement letter will be sent within one working day. The stage 2 complaint
will usually be dealt with by the Assistant Director, Regional Manager or equivalent and
should be resolved within ten working days.

Stage 3

Stage 3
Where the complainant remains dissatisfied with the response to their stage 2

complaint, the complaint is referred to an internal Appeals Panel. The complainant will
be invited to attend the Appeals Panel. This is the final stage at which complaint can be
dealt with on an internal basis. The Appeals Panel hearing will be convened within 28
calendar days of receiving the request to take the complaint to stage 3.

Procedure

Stage 1 Complaints
We aim to resolve stage 1 complaints within ten working days of receipt of the
complaint and officers are monitored on their performance in respect of this.

Verbal Complaints
The staff member receiving the complaint will:

Complete a customer complaints form (see Appendix 4..1.1) with the date of receipt
clearly marked.

Wherever possible, take any immediate action to resolve the complaint. However, the
complaint should still be logged as a complaint even if it is immediately resolved.
Advise the complainant of the name and position of the manager to whom the
complaint will be passed if it needs investigating.

Verbal complaints should be treated like any other complaint and noted down in detail
to enable the relevant manager to deal with the complaint effectively. The completed
verbal complaints form will then be treated just like a letter of complaint/Complaints and



Suggestions form.

Staff must always be sympathetic and polite. If it is clear that a breach of our policy or
procedure has occurred then officers must apologise to the complainant. In appropriate
circumstances, officers are also authorised to pay compensation (see Compensation
Policy & Procedure).

The customer complaints form must be passed to the Complaints Team who is
responsible for logging complaint on to the complaints database on the same day the
complaint is received.

Written Complaints

The member of staff receiving the complaint will pass the letter/fax/email to the
Complaints Team, who are responsible for maintaining the complaints database, on the
same day the complaint is received.

On receipt of a stage 1 complaint, the relevant officer in the Complaints Team will:
Print a hard copy of any complaints received via email.
Complete a complaints log form (see Appendix 4.1.2), completing all relevant sections.

Write an acknowledgement letter to the complainant (see 4.1.4/SL1)

Take a copy of each of the following; original complaint, the completed complaint log
form and the acknowledgement letter.

Pass copies of all three documents to the manager responsible for receiving the
complaint on the same day it is received. Where complaint is about different issues, the
Complaints Team will decide which is the primary complaint and refer it to the relevant
manager who will liaise with colleagues in investigating and preparing a single
response.

Send the original acknowledgement letter to the complainant.

Send an ‘Outlook’ calendar remind to the manager responsible for handling the
complaint three days before the response deadline.

Record all the details and their actions on the complaints database.
File copies of all three documents by “due response” date.

All complaints received should be clearly marked with details of the date of receipt. This
will enable managers to act within the response time set out here.

Role of the Responsible Manager Handling the Stage 1 Complaint
The responsible manager should prioritise complaints and handle them in a polite and
sympathetic manner. On receiving the complaint, s/he will:

Diarise the response date in the ‘Outlook’ calendar.

Record all stages of the investigation on the Stage 1 Complaints Report Form (see
Appendix 4.1.3)

Telephonel/visit the complainant in order to clarify the complaint, discuss the outcome
sought and to explain the investigation procedure further. The main purpose of this is
to ask the complainant how they would like the manager to resolve the complaint.
Where the expectation of the complainant is outside the service Toynbee provides, this
must be communicated and explained to them.
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Provide a written response detailing the outcome of the visit and the investigation within
the 10 working days. The written response must also explain what the complainant
must do, including any deadlines, should they remain dissatisfied and wish to take their
complaint to stage 2 of the procedure (see 4.1.4/SL2)

If the complaint is upheld then the responsible manager should decided what action is
to be taken and whether an offer of compensation should be made (see Compensation
Policy & Procedure).

Where a complaint is complex and a response cannot be provided with ten working
days, a holding reply must be sent within those ten days giving a new deadline for
resolving the issue (see 3.3.6 Holding Responses). An example of contents of a
Holding Response can be found in the Appendix 4.1.4/SL3. This is subject to the
agreement of the manager’s own line manager.

Holding Responses

Should a complaint require further investigation in order to be resolved then a Holding
Response (see 4.1.4/SL3) should be sent to the complaint within the ten working day
timescale. Holding responses should only be used where absolutely necessary. It is not
satisfactory to simply inform the complainant that the Association is in receipt of the
complaint and that it is currently being investigated. This information is already provided
in the acknowledgement letter sent within one working day of the complaint being
received. See SL3 as an example of a hold response which would suffice.

After Investigation

On resolving a complaint at stage 1, the completed Complaints Log form and copies of
all responses to the complainant will be passed to the Complaints Team. Copies of
responses should also be sent to any other officers involved in, or affected by, the
complaint.

The Complaints Team will update the complaints database with details of the contacts,
visits, investigations carried out, meetings and outcomes.

The Complaints Team will retain all relevant documentation and update the hard
complaints files as appropriate.

Stage 2 Complaints
We aim to resolve stage 2 complaints within ten working days of receiving the
complaint.

Complaints can only progress to stage 2 after stage 1 has been completed. Complaints
at stage 2 must be put in writing by the complainant, explaining why they disagree or
remain dissatisfied with the outcome at stage 1. The complainant must submit their
written complaint within 28 calendar days of receiving the stage 1 written response.

All stage 2 complaints will be made in writing and will be handled by the Assistant
Director, Regional Housing Manager or equivalent. The complaint should be passed to
the Complaints Team on the day of receipt.

On receipt of a stage 2 complaint, the relevant officer in the complaints team will:
Complete a complaints log form (see Appendix 4.1.2), completing all relevant sections.
Write an acknowledgement letter to the complainant (see 4.1.4/ SL4)

Take a copy of each of the following; original complaint, the completed complaint log
form and the acknowledgement

Pass copies of all three documents to the Assistant Director/Regional Housing
Manager as well as all documentation relating to stage 1 of the complaint. This will be
done on the same day that the complaint is received.

Send the original acknowledgement letter to the complainant.

Send an ‘Outlook’ calendar reminder to the Assistant Director/Regional Housing
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Manager to give notice three days before the response is due.

Record all details on the complaints database.

Retain all copies of the stage 2 documentation.

Role of the Assistant Director/Regional Housing Manager Handling the Stage 2
Compilaint

The responsible manager should prioritise complaints and handle them in a polite and
sympathetic manner. On receiving them s/he will:

Diarise the response date in the ‘Outlook’ calendar.

Consider contacting the complainant to discuss their complaint, clarify the outcome
sought and explain the investigation procedure. This will demonstrate our commitment
to taking complaints seriously and show that we welcome feedback in order to improve
our service provision.

Provide a written response (see 4.1.4/SL5) within 10 working days of receiving the
complaint. This letter must include details of stage 3 of the internal complaints process,
relevant in the even of the complainant remaining dissatisfied.

Provide copies of the written response along with other relevant documentation to the
Complaints Team who will then update the complaints database accordingly and
update the hard files.

Stage 3 Complaints

In order for a complaint to progress to stage 3 of the complaints procedure, the
complainant must write to the director of the department concerned, stating the reason
they remain dissatisfied. This request must be received within 28 days of the stage 2
response being received by the complainant.

On receipt of the complaint, it will be passed to the Complaints Team where the
relevant officer will

Complete a complaints log sheet (see Appendix 4.1.2) and complete all relevant
sections.

Take a copy of the complaint and pass the original to the relevant director on the same
day it is received.

Send an acknowledgement letter (see 4.1.4/SL6) to the complainant the day the
complaint is received.

Update the complaints database.

The Appeal Panel

At stage 3 the complainant will be invited to attend an appeals hearing in front of an
Appeals Panel. The hearing will take place no later than 28 calendar days after the
stage 3 complaint has been received.

Panel Composition

The panel will comprise the following people; one member of the Board, who will chair
the panel, a director of a service area other than the one the complaint relates to and
one independent resident from an estate other than the one the complainant is from.
The policy and research officer will be in attendance in order to minute the Appeal
Panel hearing and to advise on policy issues.

Staff Members of Toynbee at the Appeals Panel Hearing

Other Toynbee staff who had been involved in investigating the complaint at the
previous stages can be called to give an explanation of how the complaint was
handled. Prior to the actual hearing, at no point will discussions be held between any
Appeals Panel member and Toynbee staff involved in the case.
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The complainant will be given the opportunity to present their case in person and may
have another person to accompany them for support, or to have a representative speak
on their behalf. This excludes legal representation. An interpreter for sign language
other than English may also attend in addition to a representative. Toynbee will arrange
for an interpreter if one is required.

Arranging the Appeal Panel Hearing

The complaints officer within the policy team will arrange the Appeals Panel Hearing
and notify all concerned accordingly. S/he will check whether the complainant or any
person accompanying them, or any member of the Panel, has any additional needs,
e.g. wheelchair access, large print documentation etc. It is important that the Appeals
Panel members recognize the importance of the hearings taking place with the 28 days
timescale.

S/he will collect from the relevant director all the documentation for the Appeals Pack
(including stage 2 report and all supporting documents) and send the pack to the
Appeals Panel members, the complainant and any representative that they may have,
at least ten calendar days prior to the hearing taking place. All supporting documents
should be logical in presentation, fully coherent and easy for everyone to follow.
Information in the Appeals Pack (including supporting documents such as letters,
emails, memos and other records) will comply with the measures laid out in the Data
Protection Act 1998 (DPA), ensuring that no personal details of any third party are
disclosed. Where information is particularly sensitive thee manager should seek legal
advice before the Appeals Pack is sent out.

Role and Responsibilities of the Appeals Panel

The Chair of the Appeals Panel will be the member of the Toynbee Board. S/he will be
responsible for both the conduct and the efficient running of the Appeals Panel,
ensuring that the complainant is made to feel at ease and is given time to be heard.
They must ensure that the number of officers present is kept to a minimum so as not to
overwhelm or intimidate the complainant. This can be done by calling in officers one at
a time. Officers must only respond to questions put to them by the panel members or
the complainant and must not otherwise interject.

The panel members will be responsible for:

Reviewing the two previous stages of how the complaint was handled.

Deciding whether the Toynbee policies and procedures were followed.
Reviewing whether staff acted reasonably and consistently at all times.

Deciding whether action taken, including any compensation paid, was adequate.

Making any recommendations for compensation, further action or changes to policy
and procedures. Please note that the panel cannot change policy and procedure, only
make recommendations.

The panel should aim to reach a consensus decision but if this is not achievable then a
clear two-to-one majority is sufficient.

At the Appeals Hearing

The appeal hearing is a formal mechanism designed to give a hearing to aggrieved
complainants who do not feel Toynbee has acted as it should and who also feel that
their complaint has not been resolved to their satisfaction. For this reason we treat the
hearing seriously and expect the highest standards from those officers who take part.
The appeal hearing will begin with the Chair introducing the appeals panel and the
officers present, with a brief description of their role and involvement. The Chair will
also explain to the complainant the nature and format of the hearing proceedings. The
Chair should also make it clear that any decision from the Appeals Panel will be made
available in writing to the complainant within five working days. The appeal hearing
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proper begins with the Chair inviting the complainant to put forward their case. The
Chair can also ask for any necessary clarification on any details of the stage 2 report.
It is the responsibility of the Chair to ensure that panel members, officers and the
complainant and any representative they may have conduct themselves in an
appropriate manner for the hearing.

Panel members can ask questions and seek clarification from the complainant and the
officers and managers about the complaint, its context and its history, as they feel is
appropriate.

Panel members may wish to focus their questions to officers on whether policy and
procedure has been followed properly in order to ensure high standards are being set
and adhered to.

It is the responsibility of the Chair to ensure that all available evidence is heard and that
the complainant obtains a good, fair hearing.

When the panel member have considered all of the available evidence and satisfied
themselves that no further matters are outstanding, the Chair will bring the first part of
the Appeals Panel hearing to a close.

The Chair will then make it clear to the complainant that they will receive a written
response following the hearing within five working days.

Appeals Panel Decisions

All officers present and the complaint and any representative will be asked to leave the
hearing in order that the final deliberations of the panel members can be carried out in
private. The policy and research officer will remain in attendance to minute their
deliberations.

The panel members will deliberate in private with no further input from officers or
managers and where there is disagreement on a recommendation or finding a simple
majority will decide; the casting vote being with the Chair.

The panel will then make a decision in line with the following:

That the appeal be dismissed.

That the complaint should not be upheld.

That the complaint should be upheld.

Where an appeal is dismissed the panel members may wish to consider:

Informing the complainant of current Toynbee policies and procedures that are relevant
to the complaint.

Offering the complainant the opportunity to contest their findings through the
Independent Housing Ombudsman (see section 3.2.3)

Where a complaint is not upheld the panel members may wish to consider:

Making recommendations concerning existing policies and procedures.

Making service improvement recommendations arising from the substance of the
complaint.

Where it is the decision of appeals panel hearing that the complaint is upheld the panel
will decide on:

Overruling the actions of any officers who have acted outside of Toynbee policy and
procedure.

Recommending alternative action which is in line with Toynbee policy and procedure.
Identifying key recommendations for Toynbee officers as part of the organizations
learning and review culture in order to enhance service delivery.

The appropriate offer of compensation to be made.

The decision of the Appeals Panel is the last stage of the internal complaints process
and is binding for all Toynbee Board members, panel members, managers, staff and all
other representatives. The decision made by the Appeals Panel will be reported back to
the Housing Services Management Team (HSMT) and the Performance and Efficiency
Committee (PEC) and will also be covered on the Toynbee intranet and in the
residents’ newsletter.

Where a service improvement is recommended, or the panel has requested offices
undertake certain actions, the director for the relevant service should ensure that they
provide the Appeals Panel members with an update within 56 days of the Appeals
Panel hearing date. Should the panel members request any further updates this should
be through the relevant manager. Reports of these actions and improvements will be
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reported back to HSMT and PEC. The complainant should also be provided with
feedback after the 56 days have passed so that they can have the confidence that the
Association has listened and learned from the issues they raised.

The decision letter, agreement of which will have been reached at the deliberations of
the panel, should be sent to the complainant within five working days of the Appeals
hearing. The letter should again advise the complainant that if they are still not satisfied
then they may contact the Independent Housing Ombudsman (see section 3.2.3). The
full contact details for the Housing Ombudsman are to be included in the letter.

The letter will be drafted by the policy and research officer on behalf of the panel and
will be checked by the Chair of the panel before being sent out to the complainant.
Monitoring Complaints

The policy and research officer will, each month, gather together the complaints for the
preceding month and will do the following as part of the complaints analysis:

Identify the number of complaints due responses by function and, of those, how many
were upheld.

Identify the percentage responded to on target by department.
Identify the various issues raised by complainants within each complaint.

Calculate the total amount of compensation paid each month and provide details of the
reasons why compensation was paid out.

Identify the lessons learnt as a result of complaints.

Summaries will be provided to various groups such as Housing Services Management
Team (HSMT), Performance and Efficiency Team (PET), Performance and Efficiency
Committee (PEC) and Board as appropriate. These will detail performance in London
and in Berkshire and on an Association-wide basis and will outline primary aspects and
trends observed.
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Process Maps
Process Map 1: Receiving Complaints
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Press ‘Select Existing Complaint’
button and search by reference
number

Press relevant stage button to open
stage screen

4

Complete ‘Contact Made Date’,
‘Type of Contact Made’, ‘Response
Sent’ and ‘Compensation Details’
(where appropriate) fields

Under ‘Complaints History’ press
‘Add New’ button

4

Complete ‘Date Occurred’ and
‘Responsible Officer’ fields and
enter details of the response
provided by the relevant manager
along with any actions taken

Add any electronic versions of the
complaint responses to the
‘Individual Complaints File’

Press ‘Save’ button and close
stage screen.. Close main
complaints screen
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Appendices
Appendix 1: Customer Complaints Form

To be completed when a customer verbally complains or expresses dissatisfaction

with Toynbee HA.

DATE:

NAME:

ADDRESS:

TELEPHONE NUMBER:

NATURE OF COMPLAINT OR DISATISFACTION (tick all that apply)
Quiality of work carried out
Poor Communication from Toynbee HA
Lack of response from previous request for service or complaint
Attitude / behaviour of staff / contractor
Condition of estate

Condition of communal area

Other (please specify)

Details of Complaint

Action Taken (if problem can be resolved without further investigation)

Name Position Date

Appendix 2: Complaints Log Form

Ref No: Date Rec: Ack. Sent:

Complaints Policy and Procedure 2006
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Stage: Response Due: Outcome Deadline:

Name:

Address:
Telephone Number:
Receiving Officer:

Reason for Complaint:

Responsible Officer:

Passed To: Date:

Name of Responding Officer:

Date of reply: Date of telephone call:

Date of visit (if required):

Upheld?: Yes/No/In Part If In Part, please explain:
Compensation Paid: £

Function Concerned:

Responsive Repairs Housing Management :
Cyclical Repairs : Anti-Social Behaviour :
Planned Repairs

Defects : Income Recovery

Gas Servicing : Service Charges
Allocations : Development

RTA/RTB : Finance

Other (please specify)

Issues Raised (please tick as many as apply):

Contractor conduct
Contractor quality of work

Complaints Policy and Procedure 2006
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Contractor punctuality

Contractor reliability

Accuracy of information

Inaction

Lack/quality of communication

No resolution to problem
Response times

Policy gap :
Problem with existing policy
Policy/procedural non-compliance
Staff conduct :
Staff knowledge

Internal communication

Other (please specify)

Please use the space below to provide further details, as necessary, of the problem
areas as identified by the complaint:

Please provide brief details of the actions taken to try to prevent an occurrence of a
complaint of this kind in the future:

Appendix 3: Stage 1 Complaints Report Form
DATE:

NAME:

ADDRESS:

TELEPHONE NUMBER:

Detail below all action taken as part of the investigation including dates of all contacts

with or attempts to contact resident, visits, conversations or letters sent, action taken
by staff or contractors etc
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Appendix 4: Standard Letters (SL1-6)

SL 1 — Acknowledgement of new complaints

Dear [residents name],
Re: Your recent complaint [Complaint Reference No_ ]

Thank you for your [letter/ complaint and suggestion form / email/fax) received on
(date received)].

Your complaint is being dealt with by [Officers name and position] who will be in
contact with you within the next few days, and who will try to resolve your complaint
within 10 working days.

We are sorry you felt the need to complain and will endeavour to resolve the issues
as soon as possible.

Yours Sincerely,

[Name of responding officer]
[Position of responding officer]




SL2 — Response to stage 1 complaints
Dear [residents name],
Re: Your recent complaint [Complaints Reference No__ |

Further to our recent letter of [date of acknowledgement letter] | am writing to inform
you of the outcome of the investigation in to the issues that you raised.

[Detail the findings of the investigation and what has been / is going to be done to
resolve it]

| apologise for any inconvenience this matter has caused you and | hope that we
have resolved it to your satisfaction. If however, you are not satisfied with this
outcome, you can take your complaint to the next stage of our complaints procedure
by writing to us within 28 days of receiving this letter, explaining why you are
dissatisfied with the outcome. This will be investigated by [name and position of
person handling Stage 2 complaints].

Yours Sincerely,

[Name of responding manager]
[Position of responding manager]

SL3 - Holding Response to stage 1 complaints

Dear [resident’s name],

Re: Your recent complaint [Complaint Reference No__ ]
Further to our recent letter of [date of acknowledgement letter]
[The tenant needs to be informed of the following:]

Progress to date with the complaint;
Why full resolution and response is not possible at this stage;
When the complainant can expect a full, detailed response.

Yours sincerely,

[Name of responding manager]
[Position of responding manager]
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received].

This matter is being looked into by [name and position of person handling stage 2
complaints] who will write to you with a response within 10 working days.

We are sorry that you were dissatisfied with our initial response and we hope to
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SL5 - Response to stage 2 complaints
Dear [residents name],
Re: Your recent letter

Further to our letter of [date of acknowledgement letter] | am writing to inform you of
the outcome of the further investigation in to the issues that you raised.

[Detail the findings of the investigation and whether the original outcome is upheld or
whether further action is to be taken)]

If you remain dissatisfied with this outcome, you can take your complaint to the final
stage of our complaints procedure by writing to our Director of Services [name and
title] within 28 days of receiving this letter, explaining why you remain dissatisfied with
the outcome. The third and final stage involves a hearing of our Appeals Panel.

Yours sincerely,

[Name of responding officer]
[Position of responding officer]
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also be sent an Appeals Informatlon Pack with further information at least 10 days
before the panel meets.

We are sorry that you remain dissatisfied with our previous responses and we hope
to resolve this matter as quickly as possible.

Yours Sincerely,

[Name of responding officer]
[Position of responding officer]

Appendix 5: Stage 2 Complaints Form

DATE

NAME

ADDRESS
TELEPHONE NUMBER

Stage 1 Key Dates In target?

Complaint first received

Acknowledgement sent

Final response

Detail below, in date order, how the complaint has been handled (i.e. contacts with or

Complaints Policy and Procedure 2006 Page 23 of 30



attempts to contact resident, conversations or letters sent, action taken by staff or
contractors etc)

Recommendation for Action and Compensation:

Signed Position Date

4.1.5 Complaints Process Satisfaction Survey

A. Complaint details

Name:

Address:

Telephone Number:
Tenant/Leaseholder:

Date Complaint Received:
Responsible Department:

Complaint Stage:
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B. Confirmation that a complaint was made

1. Did you recently made a formal complaint to the Association?

Yes (Go to question B2)
No (end survey — check system)
Don’t know / NA

2. If ‘Yes’ to question B1, how did you make the complaint?

‘Complaints & Suggestions’ form
Telephone

In person

Letter

Email

Fax

Website

Other (please specify)

Don’t know / NA

C. Making the complaint

1. How easy did you find it to report the complaint?

Very easy

Easy

Neither easy nor difficult
Difficult

Very difficult

Don’t know / NA

C. Making the complaint (continued)

2. How helpful did you find the staff member who took your complaint?

Very helpful

Helpful

Neither helpful nor unhelpful
Unhelpful

Very unhelpful

Don’t know / NA

3. How friendly did you find the member of staff who took your complaint?

Very good
Good
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Neither good nor poor
Poor

Very poor

Don’t know / NA

D. Acknowledgement of the Complaint

1. Did you receive an acknowledgement to your complaint?

Yes (Go to question D2)
No (Go to question D4)
Don’t know / NA

2. If *Yes’ to question D1, when did you receive your acknowledgement?

The following day

2 days later

3 days later

4 days later or more
Don’t know / NA

3. If ‘Yes' to question D1, do you feel that the acknowledgement letter was helpful in
explaining what would happen next?

Yes
No
Don’'t know / NA

4. How could the acknowledgement process be improved? (please specify)

E. Contacting complainant once complaint received

1. Did the manager dealing with your complaint contact you before you received a
written response?

Yes, via telephone (Go to question E2)
Yes, in person (Go to question E2)

No (Go to question E4)

Don’t know / NA

2. If 'Yes’ to question E1, how would you rate the courtesy of the manager concerned

Very good
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Good

Neither good nor poor
Poor

Very poor

Don’t know / NA

3. If ‘Yes' to question E1, how helpful did you find the manager?

Very helpful

Helpful

Neither helpful nor unhelpful
Unhelpful

Very unhelpful

Don’t know / NA

4. How could this part of the process be improved? (please specify)

F. Responding to the complaint

1. Did you receive a written response to your complaint?

Yes (Go to question F2)
No (Go to question G1)
Don’t know / NA

2. If 'Yes’ to question F1, when did you receive the written response to your
complaint?

12 working days or less (from the date the complaint was received)
13 Working days or more (from the date the complaint was received)
Don’t know / NA

3. Did the response you receive adequately deal with the issues raised in your
complaint?

Yes (got to question F5)
No (go to question F4)
Don’t know / NA

F. Responding to the complaint (continued)

4. If ‘No’ to question F3, please explain why.

5. Was your complaint resolved in one go?

Yes
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No
Don’'t know / NA

6. If ‘No’ to question F5, did later investigations/work resolve the complaint?

Yes (Go to question F8)
No (Go to question F7)
Don’t know / NA

7. If ‘'No’ to question F6, please explain why.

8. How would you rate the clarity of the response you received?

Very good

Good

Neither good nor poor
Poor

Very poor

Don’t know / NA

9. How would you rate the content of the response you received?

Very good

Good

Neither good nor poor
Poor

Very Poor

Don’t know / NA

10. How would you rate the tone of the response you received?

Very good

Good

Neither good nor poor
Poor

Very poor

Don’t know / NA

F. Responding to the complaint (continued)

11. How would you rate the response you received in terms of its effectiveness in
resolving the issue?

Very good
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Good

Neither good nor poor
Poor

Very poor

12. Overall, how satisfied are you with the way your last complaint was dealt with?

Very satisfied

Satisfied

Neither satisfied nor dissatisfied
Dissatisfied

Very dissatisfied

Don’t know / NA

13. Overall, how would you rate the Association’s complaints process?

Very good

Good

Neither good nor poor
Poor

Very poor

Don’t know / NA

14. Are there any other comments you'd like to make with regards the Association’s
complaints process? (please specify)

G. Other

1. Were you aware that you could make a formal complaint using the following
methods?

‘Complaints & Suggestions’ form
Telephone

In person

Letter

Email

Fax

Website

H. Equal opportunities monitoring
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1. Respondent’s gender

Male
Female

2. Respondent’s age

24 and under

25-34
35-44
45 — 59
60 — 69
70 +

Respondent’s ethnic group

White — British

White — Irish

White — any other White background
Black or Black British — Caribbean
Black or Black British — African

Any other Black background

Asian or Asian British — Indian

Asian or Asian British — Pakistani
Asian or Asian British — Bangladeshi
Any other Asian background

Mixed — White and Black Caribbean
Mixed — White and Black African
Mixed — White and Asian Indian
Mixed — White and Asian Pakistani
Mixed — White and Asian Bangladeshi
Any other Mixed background
Chinese

Other

Refused
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